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(54) ACD SILENT MONITOR CONTROL SYSTEM 

(57)Abstract: 

PURPOSE: To automatically monitor the content of 
talking by providing a monitor path between an agent(Ag) 
and a supervisor when an incoming call comes to the Ag 
and the Ag is discriminated to be a monitor object by 
talking information from an exchange. 
CONSTITUTION: A network NW 1 1 accommodates plural 
agent(Ag) terminal equipments and a supervisoKSV) 
terminal equipment X and implements exchange 
connecting an incoming call from a trunk line inputted via 
a trunk 13 to an extension or the like based on the 
control of a call processing processor(CPR) 12. An MPR 
14 manages a data relating to an exchange operation of 
an extension telephone set by an exchange, and an 
ACD/MIS 16 connected via a DCC 15 displays an Ag or 
the like during talking based on talking information from 

the CPR 12 when the Ag replies an ACD incoming call or 

talking is interrupted. An extension number of the 
supervisor SV corresponding to the monitor object Ag 
number designated by the SV is registered in a monitor 

registration table in an MPR 14. Thus, the talking content of the designated Ag is automatically 
monitored. 
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